may  finally  be  at  the  tipping  point.  Move  over,  mouse,  page  36 
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SERVERS,  STORAGE, 
SWITCHES. 

ONE  BOX.  NO  HASSLES 


Powerful. 

Efficient. 


IBM  Express  “Bundle  and  Save”  | 

—  express 

We  bundle  our  Express  systems  to  give  you  the  jj 

accessories  you  need  -  while  saving  you  money  on  1 

iffi-L  advantage  j 

the  hardware  you  want.  Act  now  Available  now  through  | 

J  ibm.com/systems/onebox  j 

ibm.com  and  IBM  Business  Partners. 

1 _ 1  866-872-3902  (mention  6N8AH01  A) _ 

IBM  BladeCenter  S  Express  GSSSBBQj 

T.  WITH  A  SINGLE  CHfi 

$4,499  (SAVE  $493) 

| 

combine  Quad-Core  Intel'  Xeon’  processor-based 
blade  servers,  storage,  switches  and  management  tools 
in  one  small  chassis.  It's  easy  to  set  up.  Easy  to  use. 

Easy  to  manage.  It's  a  simple  way  to  simplify  your  IT.  pn:8886Eiu 

From  the  people  and  Business  Partners  of  IBM:  virtual  blades 

Integrated  storage  built  into  the  chas 

:sis  -  3.6TB  SAS  or  6TB 

IBM  BLADECENTER  HS21  EXPRESS  ■  ;  IBM  SYSTEM  STORAGE  DS3300  E 

$2,359  (SAVE  $249)  Iff  $4,545  (SAVE  $450) 

Features  up  to  two  high-performance  Dual-Core  or  Quad-Core  Intel  Support  tor  dual-port  and  hot-swappable 

iXpress  gffmm 

ing  its  first  service-pack 
update  for  Windows  Vista 

until  mid-March  But  the 

delay  may  not  be  a  big  deal 
for  most  IT  managers. 

■  OPINION 

2  Editor's  Note:  Don  Tennant 

has  a  head-slapping  realization  about 
why  companies  aren't  more  interest¬ 
ed  in  going  green  despite  the  bundle 
to  be  saved  in  energy  costs. 

29  Bruce  A.  Stewart  lists  five 
hard  decisions  CIOs  should  be  mak¬ 
ing  this  year  -  and  presents  a  worthy 
role  model  in  firmness  and  resolve. 
44  Bart  Peridot  is  all  for  using 
social  networks  at  work,  as  long  as 
there  are  policies  to  address  potential 
pitfalls. 

48  Frankly  Speaking:  Frank 
Hayes  warns  that  while  you  can 
build  great  IT  controls,  if  you  don't 
have  management's  support,  you 
could  end  up  like  Socidte  Generate. 


38  Future  Watch:  The  Teuch  of 

Tech.  Touch  interface  technology 
has  been  around  a  long  time,  but  it 
may  be  at  a  tipping  point.  Move  over, 
keyboard  and  mouse! 

39 Security  Manager’s  Jour¬ 
nal:  Never  Too  Soon  to  Think 
Security.  Every  initiative  should 


47  Shark  Tank:Sixmonths 
into  a  multisite,  big-ticket 
ERP  project,  one  of  the  : 


■  FEATURES 

30  Xtreme  ROI 

COVER  STORY:  We  look  at  four  projects  with  payback  tfu 
blew  the  doors  off,  and  ask  the  million-dollar 
question:  How'd  they  do  it? 

k  \  40  Ten  Things  We 
\\  Hate  About  Laptops 

\  Users'  favorite  tools  are  ITs  support 

\  nightmare.  Here  are  10  reasons  why 
X  \  that  leap  to  mind.  But  just  ask  any 
X  \  help  desk:  There  are  lots,  lots  mori 


■  EDITOR’S  NOTE 

Don  Tennant 


The  Green  Pall 

AST  FALL,  I  had  the  opportunity  to  moderate  a 
roundtable  discussion  in  which  a  group  of  CIOs  and 
other  senior  executives  gathered  to  share  their  ideas, 
experiences  and  priorities  as  corporate  IT  leaders.  To 
prepare,  I  interviewed  each  participant  ahead  of  time  to  get  a 


“Cassatt  software  makes 
data  centers  more  efficient 
—  and  more  green.”  Click 
on  the  Products  tab.  and 
you're  taken  to  a  page  that 
depicts  the  greening  of  a 
potted  shrub. 

I  met  with  Coleman  last 
November,  and  I  asked 
him  about  the  green  repo¬ 
sitioning.  “Was  there  some 


sense  of  his  top  concerns  so  that  I  could  create  the  agenda. 


sort  of  brainstorming  ses¬ 
sion  at  Cassatt  that  said. 


In  light  of  the  buzz 
we’ve  all  been  hearing 
around  green  computing, 

I  wanted  to  find  out  where 
that  topic  ranked  on  their 
lists.  When  I  asked,  I  felt 


had  cast  a  pall  over  the 
question  by  how  I  phrased 
it.  The  pall  was  green. 

There  was  a  time  when 
“green”  connoted  some¬ 
thing  that  was  dear  to  the 


the  irritation  in  the  form 
of  green  marketing  hype, 
falling  over  themselves  to 
be  perceived  as  enablers  of 
a  green  data  center. 

It  reminds  me  of  the 


'This  green  thing  is  all  the 
buzz;  maybe  we  should 
move  our  pitch  around 
that’?”  1  asked.  “Was  that 
the  way  it  worked?" 

Coleman’s  response  was 


man  hawked  it  as  a  utility 
computing  godsend. 

What’s  especially  inter¬ 
esting  is  that  if  you  go  to 
Cassatt’s  Web  site  today, 
you’ll  find  no  reference  to 
Collage,  and  “utility  com¬ 
puting"  is  upstaged  by  “ac¬ 
tive  power  management” 
and  the  proclamation  that 
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No  servers  run 

Fujitsu  PRIMERGY5  servers  beat  the  heat  with  Cool-Safe™ technology. 


IT  organizations  have  always  counted  on  the  performance  and  reliability  of  Fujitsu  PRIMERGY  servers. 
Thanks  to  Cool-Safe  technology,  they  can  count  on  lower  utility  bills  and  a  smaller  carbon  footprint, 
too.  Even  cooler,  our  new  PRIMERGY  TX120  tower  server  for  small  businesses  and  SOHOs  is  the 
smallest,  quietest,  most  energy-efficient  tower  server  on  earth.  And  you  don’t  even  need  an  on-site  IT 
staff  because  Fujitsu  PRIMERGY  servers  include  PRIMERGY  Server  View  Remote  Management 
software,  which  gives  outside  consultants  or  IT  staff  at  headquarters  all  the  secure  remote  access  they 
need.  How  cool  is  that?  To  find  out,  go  to  http://us.fujitsu.com/computers/PRIMERGY. 


HIGH  ENERGY-EFFICIENCY. 


COOL-SAFE  TECHNOLOGY. 


FUJITSU 


Dual-core. 
Do  more. 


HE  POSSIBILITIES  ARE  I  H  F I N I T  E 


■  NEWS  DIGEST 


Xeon 


Powerful. 

Efficient. 


CAREFUL,  DON'T  TRIP  OVER 

THE  INFRASTRUCTURE. 

Strength  and  power,  now  in  a  smaller,  more  convenient 
size.  Introducing  the  HP  BladeSystem  c3000.  All  the 
technology  of  our  larger  BladeSystem  in  an  efficient, 
compact,  affordable  package.  Careful,  watch  your  step. 


Technology  for  better  business  outcomes. 


* 


\ 


"INTRODUCING  KEYLOGGER 
TROJAN  AGENT.IL 
•A  WEB  THREAT  USED  FOR 
INDUSTRIAL  ESPIONAGE 

>WE  MAKE  THE  UNKNOWN  KNOWN 
"THEN  WE  CONSIGN  IT  TO  HISTORY 


MessaqeLabs 


■  HARDWARE 


Better  Mac 
Manaaement 


\ 


how  solid  is 
your  drive? 


scneme  or  tilings,  a  six-weex 
delay  in  the  arrival  of  the 
Vista  update  likely  won’t 
matter  to  most  companies. 

In  fact,  it  may  be  benefi¬ 
cial  in  the  end  for  enterprise 
users  and  Microsoft  itself. 

“There's  a  big  psycho¬ 
logical  element  in  [an  SP1 
release],”  said  Lee  Nicholls, 
global  solutions  director 
at  systems  integrator  Get- 
ronics  NV.  “It  would  be 
catastrophic  for  the  future 
of  Windows  Vista  if  the  ser¬ 
vice  pack  itself  turned  out  to 
have  major  issues.” 

Most  IT  professionals 
had  expected  SP1  to  arrive 
“sometime  in  the  March 
time  frame”  to  begin  with, 
Nicholls  noted.  “So  it’s  fair  to 
say  the  delay  is  acceptable." 

Collegiate  Housing 


Users  in  Holding 
Pattern  on  Vista 
SP1  Because  of 
Driver  Problems 

Microsoft  released  the  Vista 
update  to  manufacturing 
—  but  not  to  users.  That  may 
not  be  a  big  deal  for  most  IT 
execs,  though.  By  Eric  Lai 


update:  It  tips  the  digital 
scale  at  nearly  700MB  of 
code.  “In  my  mind,  you’ve 
got  to  treat  SP1  as  an  en¬ 
tirely  new  OS,”  said  Paul 
Morris,  a  project  manager 
at  QualityLogic  Inc.,  a  soft¬ 
ware  and  driver  testing  firm. 

Not  all  IT  managers  are 
sanguine  about  the  delay. 
Gary  Wilhelm,  business  and 
financial  systems  manager 
at  Englewood  Hospital  and 
Medical  Center  in  New  Jer¬ 
sey,  said  he  would  have  pre¬ 
ferred  to  get  access  to  SP1 
right  away.  Wilhelm,  who 
oversees  about  2,500  PCs, 
said  the  medical  facility 
plans  to  deploy  the  update 
on  30  systems  as  soon  as  it 
becomes  available. 

Other  critical  comments 


0 

TEN  EASY  STEPS 

IS  FIVE  TOO  MANY. 

Being  a  storage  expert  isn't  just  for  the  experts  anymore. 
The  HP  StorageWorks  1 200  All-in-One  Storage  System  is 
simple  to  use  and  can  be  implemented  in  less  than  ten 
mouse  clicks.  It's  the  first  storage  area  network  designed 
for  almost  everyone. 

Technology  for  better  business  outcomes. 


Xeon 


Dual-core. 
Do  more. 


r~ 


Planning  With  Uncertainty 

PALM  DESERT.  CALIF. 

ROJECT  PLANNING  software  has  proved  itself  a  useful  but 
not  particularly  precise  tool  for  predicting  when  a  project  will 
come  to  fruition.  That  may  change  with  the  beta  release  of  Liq- 
uidPlanner  (free  for  now),  announced  here  last  month  at  the 
Demo  '08  conference.  According  to  Jason  Carlson,  vice  presi¬ 
dent  of  engineering  at  LiquidPlanner  Inc.  in  Bellevue,  Wash.,  the  software 
embraces  what  other  project  planning  programs  eschew  —  uncertainty 
past.  Ironically,  neither  gentleman 
would  predict  when  the  LiquidPlan¬ 
ner  project  would  be  completed. 

Virtual  Testing 
For  IT  Operations 

Most  problems  that  hit  smooth¬ 
running  IT  operations  occur  after  a 
change  to  the  production  system.  Any 
change  —  a  security  patch,  a  router 
configuration  shift,  an  application 
upgrade.  You  know  that.  That’s  why 
IT  shops  often  invest  in  test  systems 
that  exactly  mimic  those  in  produc¬ 
tion.  But  not  often  enough,  says  Jonah 
Paransky,  vice  president  of  market¬ 
ing  at  StackSafe  Inc.  in  Vienna,  Va. 
“Companies  just  don’t  do  it,”  he  says, 
because  keeping  a  test  system  in 
sync  with  the  production  environ¬ 
ment  takes  too  much  time,  staff  and 


f  74%  1 


—  by  letting  each  task  owner  give  a 
range  of  time  that  his  portion  will 
take  to  complete.  Carlson  claims  that 
the  linear  regression  math  in  the 
software  can  then  calculate  a  true 
delivery  date  with  98%  probability. 

That's  way  bet- 
er  than  any  tool 
currently  on 
I  Percentage  of  I  the  market,  says 
I  prolech  that  lag.  I  CEO  Charles 
I  -  aca!,Sn»,0,h'  .  I  Seybold.  He 

adds  that  when  a 
project  manager 
sees  each  task's  range  of  uncertainty 
and  the  cascading  effect  it  can  have 

on  a  project,  he  can  decide  where  and 

when  to  distribute  resources  to  keep 
things  on  track.  The  hosted  service 
captures  all  of  your  projects’  histories 
so  you  can  review  how  well  similar 

projects  or  teams  performed  in  the 


I  according  to  the  I 
I  Project  Management  I 
3  Institute.  I 


bright  Inc.  in  Toronto.  CEO  Miriam 
Tuerk  says  BrightHouse  digests 
data  from  existing  databases  and 
compresses  it  at  a  10:1  ratio,  creat¬ 
ing  a  “knowledge  grid”  made  up  of 
“data  packs.”  The  grid  stores  basic 
statistics  and  metadata  about  the 
information  in  the  data  packs.  But 
most  important,  says  lUerk,  the  grid 
keeps  track  of 
the  relationships 
among  the  data. 
BrightHouse  then 
searches  only  data 
packs  where  rela¬ 
tionships  to  a  que¬ 
ry  exist,  resulting 
in  dramatically 
faster  response 
times.  Tuerk 
adds  that  Bright- 
— 1  House,  which  uses 
MySQL  as  its  core  database,  works 
with  many  popular  analytic  packag¬ 
es,  so  end  users  needn’t  learn  a  new 
query  tool.  And  since  BrightHouse 
can  handle  ad  hoc  queries.  IT  doesn’t 
need  to  create  new  data 
marts,  indexes  and  data 
cubes,  she  contends.  ©  MORE  BUZZ 

BrightHouse  3.0  will  be  SoreiSusCyactionat 
available  in  early  Q2.  Pric- 
ing  begins  at  $40,000  per  I  Moga/hall 
terabyte.  ■ 
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For  you,  it’s  a  problem  you  didn’t  see 

For  your  business,  it’s  a  customer 
you  won’t  see  coming  back. 


Liebert  flexibility 


EMERSON 

Network  Power 


EMERSON.  CONSIDER  IT  SOLVED. 


■  THE  GRILL 

Edgar  Masri 

The  3Com  CEO  talks  about  the  Bain 
buyout,  the  China  connection  and 

playing  on  a  field  dominated  by  Cisco. 

Edgar  Masri  rejoined  3Com  Corp.  in  nersLLC,  a  private  investment  firm,  for 

August  2006,  after  six  years  at  Matrix  $2.2  billion  in  cash. 

Partners,  a  venture  capital  firm.  Prior 

to  that,  he  had  beengeneral  manager  of  What  does  3Com  do  best,  and  what 
3Com’s  network  systems  business  unit.  does  it  need  to  improve?  What  we  do 


We  clearly  need  to  improve  the  way 
we  tell  our  story.  There  have  been 
many  changes,  which  makes  it  more 
critical  to  send  the  message  [about] 
who  we  are.  I  try  to  stress  [that  we 
should]  approach  customers  as  the 
leading  provider  of  high-quality,  low- 
cost  networking  gear  that  is  open  to  a 
variety  of  applications  out  there.  More 
and  more  customers  buy  applications 
and  look  at  the  network  as  plumbing. 
We  also  feel  it  should  facilitate  choice 
and  flexibility. 

Talk  about  the  H3C  joint-venture  strategy 
in  China.  The  strategy  involved  access 
to  the  market  and  to  talent,  which  can 


RESOURCE  IN  ONTARIO 
IS  MINED  MORE  THAN  ANY  OTHER. 


Ontario 

Canada 


V  4 


■  THE  GRILL  EDGAR  MASRI 


MThe  U.S.  and 
Asia  are  com¬ 
ing  together. 
The  way  to  success 
is  to  bring  talent  from 
both  sides. 


Continued  from  page  18 

as  in  the  U.S.  More  than  a  third  of 

our  employees  have  graduate  degrees 

You  are  reportedly  learning  Mandarin.  My 

Mandarin  fluency  is  not  there  yet,  but 
acticing  it  extensively 


on  learning  Chinese  characters.  You 

must  learn  3,000  characters  to  read  the  Cisco  has  a  70%  share 
newspaper,  and  I'm  halfway  there.  and  switching  martlet. 1 

plans  on  the  competitive  front? 

It  must  be  hard  to  build  trust  in  China.  Cisco  is  a  great  com| 


as  a  future  source  of  major  revenues. 
What  is  SCom’s  attitude  toward  video? 

We  concur  that  video  is  an  important 
application.  We  have  hundreds  of  engi¬ 
neers  in  China  working  on  video.  With 
our  success  in  the  education  market, 
universities  have  come  to  us,  and  it’s 
a  powerful  way  to  track  activities 
throughout  a  campus  or  at  a  bank. 

Has  your  Linux  strategy  helped  against 
competitors?  We  have  an  open  strategy, 
which  is  open-source  based  on  Linux. 
Many  networking  companies  are  start¬ 
ing  to  do  that,  but  I  believe  we  have 
an  18-month  head  start.  We  recognize 
customers  want  open  architecture  and 
source,  mainly  in  small  and  medium 
businesses.  We  also  have  the  Open 
Services  Networking  architecture. 

Why  do  customers  want  open  source? 

It  is  low  cost,  with  customers  paying 
us  insurance  to  get  support  coverage, 
and  they  do  it  to  gravitate  their  net¬ 
work  around  an  application.  Smaller 
enterprises  are  finding  open  source  is 
providing  them  applications,  and  we 
are  an  enabler.  It's  different  for  larger 
companies,  but  we  also  support  a  large 


much  aligned  toward  building  a  great 
leader  in  networking  That  was  at  the 
source  of  our  decision. 

Customers  should  feel  more  engaged 
and  excited  [about]  healthier  finan¬ 
cials,  higher-quality  and  lower-cost 
products  than  the  competition,  and 
with  a  message  that's  more  consistent 
than  in  the  past. 

Does  going  private  also  mean  you  escape 
the  tyranny  of  the  public  quarterly  report, 
and  that  you  have  more  time  and  flexibili¬ 
ty  to  innovate  on  new  products?  1  person¬ 
ally  feel  that  the  most  important  point 
is  our  commitment  to  our  missioa  We 
are  building  a  company  that  has  very 
few  equivalents  —  trying  to  bring  Hast 
and  West  together.  This  is  the  trend. 
The  U.S.  and  Asia  are  coming  together. 
The  way  to  success  is  to  bring  talent 
from  both  sides. 

What  will  be  the  cool  technologies  from 
3Com  in  the  next  few  years?  Something 
that  is  transforming  the  industry  [is] 
the  advent  of  multicore  chips.  It  will 
revolutionize  the  way  technology  is 
done.  In  our  space,  it  means  video 
multistreams.  If  you  have  multicore  in 
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The  Business  of  IT 


Best  practices,  theories  and  technologies  for 
managing  agility  and  alignment,  collaboration  and  intelligence, 
power  and  networking. 


Tapping  Business  Intelligence  Now 

There’s  a  lot  of  data  out  there,  but  using  it  wisely  is  a  challenge. 


Getting  to  Green 


Managing  for  Agility 

When  a  national  retail  giant  tailors  the  product  mix  and  even  the  look  and  feel  of  individual  stores  to  the  needs  of 
neighborhood  customers,  that’s  agility.  When  nontechnical  users  can  deploy  and  tweak  product  promotions  on  the  corpo¬ 
rate  Web  site  without  help  from  IT,  that’s  agility.  When  a  consumer  goods  manufacturer  changes  product  design  on  the  fly 
as  it  gets  feedback  from  customers,  that’s  agility. 

For  a  large,  complex  organization,  agility  means  more  than  merely  responding  quickly  to  change.  It  requires  quickly 
and  accurately  detecting  changes  in  the  business  environment,  creating  appropriate  responses  to  those  changes,  communi- 


Becoming  agile  requires  changes  in  culture  and  business  processes.  Executive  sponsorship  is  critical  to  force  sometimes 
competing  business  units  to  work  together  and  to  share  information  in  ways  they  normally  wouldn’t  Agile  software- 
development  methodologies  require  business  managers  to  commit  more  time  and  effort  to  software  development  than 
they  might  normally. 


INFRASTRUCTURE 


Learn  how  to  make  your  data  center  more  efficient: 

IBM.COM/TAKEBACKCONTROL/GREEN 


IBM.COM/TAKEBACKCONTROL/CONNECT 


WebSphere 


Bruce  A.  Stewart 

Tough  Times  Mean 
Tough  Choices 


1 


iuuuii  i  miruii  ness  model  did,  leaving 

you  with  work-arounds 

Tough  Choices 

ence  to  enterprise  costs, 
and  force  the  issue  at  the 
top.  Then  devote  your 

GROWTH  in  U.S.  IT  spending  is  lower  than  it  was  t‘°  .LS" 

even  at  the  depths  of  the  post-Y2k  and  dot-com  wave  of  delivery,  and  get 

bust:  it’s  projected  to  barely  kiss  3%  this  year.  That’s  those  Pieces  in  Place  this 

,  ,  , ,  -  .  year.  Once  you  get  your 

not  enough  to  cover  salary  and  benefat  mcreases,  way  you  have  t0  put  the 

much  less  vendors’  maintenance-fee  upticks,  infrastructure  re-  results  on  the  table, 

cycling  or  new  projects.  Hard  times,  and  hard  choices  for  CIOs,  st^ngfirmduring 

Making  hard  choices  I  lot  of  vendors  are  likely  |  poration  at  this  time”?  difficult  times,  take  the 
is  what  CEOs  expect  of  to  do  the  same  and  of-  Your  actions  should  show  time  to  watch  the  1957 


way,  you  have  to  put  the 
results  on  the  table. 

And  for  a  lesson  in 
standing  firm  during 
difficult  times,  take  the 
time  to  watch  the  1957 


defenders  among  your 
colleagues,  but  that’s  too 
bad.  To  do  anything  sub¬ 
stantial  in  a  downturn, 
you  need  to  find  money. 
This  is  your  source. 

N  you  don't  really  need 
it,  don't  buy  it.  In  its  last 
years,  DEC  seemed  to 
regularly  hold  fire  sales 
in  May  and  June.  As 
sales  slow  this  year,  a 


■  As  IT  spend¬ 
ing  projections 
plummet  this 
year,  it's  time 


that  your  business  intelli-  your  path  back.  All  you 
gence  tools  could  handle,  have  to  do  is  take  it.  ■ 


firm,  like  Henry 
Fonda  in  Twelve 
Angry  Men. 


to  stand  of  bridges  connecting 


packages  whose  vendors 
overlap.  In  still  others, 
it’s  software  that  didn't 
change  when  the  busi- 


ructure  Columbia-based  Accendor 

luch.  For  Research  Inc.,  an  advisory 

ssy  set  services  firm  focused  on 


the  technology-enabled 
enterprise.  He  can  be 
reached  at  bruce.stewart@ 
accendor.com. 


Four  projects  with  payback  that  blew  the  doors  off.  ■  By  Mary  Brandel 


It  has  become  a  cliche  to  talk  about  IT  project  cost  over¬ 
runs  and  blown  deadlines.  When  an  IT  project  achieves  a 
good  return  on  investment,  that’s  news.  ■  But  particularly  in 
tough  economic  times,  starting  a  project  without  knowing 
whether  it  will  reap  returns  can  be  a  foolhardy,  if  not  career¬ 
ending,  proposition.  ■  To  achieve  high  ROI,  you  have  to  know  the 
key  elements  that  help  create  it.  You  also  have  to  be  willing  to  take 
out  the  calculator  and  prove  it.  “There’s  a  lot  of  ROI  out  there," 
says  Tracy  Black,  senior  vice  president  of  IT  at  J.B.  Hunt,  one  of 
the  largest  transportation  logistics  companies  in  North  America. 
“If  you  spend  just  a  bit  of  time  looking,  you  can  find  it."  ■  We 
asked  four  companies  with  super  project  returns  how  they  did  it. 


D  COMPANY:  Animas  Corp.,  a 

Johnson  &  Johnson  com¬ 
pany  that  manufactures 
insulin  pumps 

PROJECT:  Streamlining  order  man¬ 
agement  in  the  sales  call  center 
DURATION:  Four  months 
COST:  $20,000 


ROk  $250,000  per  month  in  labor 
savings  and  increased  sales 
Untangling  business  processes 
is  one  of  the  most  satisfying  things 
that  IT  can  do,  especially  when  it 
yields  unexpected  benefits.  Just  ask 
Jean  Campbell,  a  business  analyst 
at  Animas,  and  Bogdan  Butoi,  the 


West  Chester,  Pa.-based  company's 
chief  technology  officer.  They  knew 
they’d  get  labor  savings  of  up  to 
$40,000  per  month  when  they  re¬ 
vamped  Animas'  order  management 
processes  with  a  new  outbound  call¬ 
ing  system,  real-time  reports  for 
call  center  representatives  and  a 
wizard-based  order-taking  script. 
But  they  didn't  anticipate  streamlin¬ 
ing  the  process  so  effectively  that 
reps  would  be  able  to  process  2,000 
more  orders  per  month. 

The  outbound  calling  system 
replaced  a  manual  process  that 
required  more  than  10,000  calls 
per  month  to  remind  customers  to 
reorder  insulin  supplies.  By  spend¬ 
ing  $10,000  to  automate  this  process 
with  a  voice-over-IP  system  that 
runs  on  Animas'  existing  voice  net¬ 
work  and  then  integrating  it  with  th< 
company’s  homegrown  customer 
relationship  management  system. 


■  COVER  STORY 

the  IT  group  freed  up  33  additional 
staff  days  per  month  that  could  be  re¬ 
allocated  toward  processing  orders. 

r 

COMPANY:  ADP  Dealer 

ES  Services,  a  supplier  of  hodted 
and  on-site  ERP  systems  for 

J 

jdfyeat ive  data.  Specifically,  they  were 
-qyerpuying  disk  drives  for  the  5,000 
servers  they  maintained  for  clients. 

says.  The  day  the  system  was 
launched,  the  shipping  manager  came 
upstairs  to  the  order  department, 
demanding  to  know  why  she  was  sud¬ 
denly  handling  200  extra  orders.  “That 
piece  came  as  a  surprise,”  Butoi  says. 

The  additional  $10,000  went  toward 
designing  and  implementing  a  wizard- 
based  system  that  standardizes  the 
order-taking  process,  reducing  average 
call  times  from  five  minutes  to  three. 

An  automated  validation  script  verifies 
prescription  and  insurance  informa¬ 
tion  in  customer  records,  eliminating 
another  manual  approval  process. 

Finally,  real-time  reports  enable  reps 
to  see  orders  in  their  queues  that  are 

unfilled  because  information  is  miss¬ 
ing.  Previously,  reps  couldn’t  see  that 

until  a  daily  report  was  issued. _ 

KEYS  TO  SUCCESS  itj  y. 

■  Accurate  analysis  of  where  If  /A} 

the  order  management  proc-  r 

ess  was  bogging  down.  “We  '  f  / 
spent  a  lot  of  time  with  users,  IaL 
and  we  created  a  lot  of  iterations 

of  the  wizard,"  Campbell  says.  \  . 

■  No  false  deadlines.  "We  said  we’d 
implement  it  as  soon  as  it  was  ready,” 
Butoi  says. 

■  Extensive  testing  of  the  outbound 
calling  system,  resulting  in  a  bug-free 
release.  “Patients  immediately  bought 
into  it,”  Butoi  says.  “It  [had]  their  confi¬ 
dence  from  the  very  beginning." 

PttOJECT:  A  data  warehouse/business 

intelligence  program 

DURATION:  One  year  to  implement  the 
system  and  complete  the  first  project 
COST:  Less  than  $500,000 

ROfc  500%  over  a  three-year  period 

When  ADP  Dealer  Services  began 
its  BI  program  in  2005,  it  was  more  of 
a  calculated  risk  than  a  sure  bet.  “It 
required  the  field  service  group  to  take 
a  chance  on  the  investment,"  says  Jim 
Foote,  vice  president  of  development 
and  field  technologies  at  the  Hoffman 
Estates,  IlL-based  company. 

So  after  a  year  of  cleaning  data, 
creating  metadata  and  building  a  data 
warehouse,  there  was  a  sigh  of  relief 

when  the  first  project  saved  the  field 

service  group  an  instant  $500,000. 

That  win  was  due  in  part  to  the  busi- 

was  reaching  the  end  of  its  life,  the 
field  service  group  would  buy  spares 
without  having  an  accurate  idea  of 
how  many  were  really  needed. 

Foote  realized  that  other  areas  of  the 
company  were  in  the  same  boat,  so  the 

BI  plan  was  hatched.  His  group  built 
the  system  using  Ascential  enterprise 
integration  tools  from  IBM  and  BI 
products  from  Microsoft  Corp.,  includ¬ 
ing  its  ProClarity  analytics  tools  and 

SQL  Server.  Now,  field  engineers  can 
see  exactly  how  many  drives  they  have 
from  each  manufacturer,  as  well  as 
their  failure  rates  and  age,  so  they  can 
forecast  how  many  they’ll  need  to  buy. 

Major  challenges  included  cleansing 

20  years  of  data;  educating  the  busi¬ 
ness  on  the  benefits  of  metadata,  data 
standards  and  consistency;  and  con- 

ness  analysis  Foote’s  group  did  to  iden¬ 
tify  what  would  really  resonate  with 
users  to  stir  some  early  enthusiasm. 

\  “The  lesson  learned  was  there  was 
no  big-bang  ROI  but  a  series  of  con- 
■  secutive  smaller  wins,"  he  says, 
f  Since  then,  the  system  has  supported 
decisions  in  product  direction  and  pen¬ 
etration,  pricing,  and  customer  support 
and  service.  It  has  boosted  profit  mar¬ 
gins  nearly  two  percentage  points  for 
the  $1  billion  business. 

ADP  began  its  BI  effort  when  field 
engineers  complained  that  they  were 
making  too  many  decisions  based  on 

vincing  users  of  the  benefits  of  looking 
at  data  in  three  dimensions  rather  than 
in  the  traditional  rows  and  columns. 

KEYS  TO  SUCCESS 

■  Extensive  business  analysis.  Foote's 
group  identified  functions  to  show  off 
the  range  of  what  BI  can  do  and  pro¬ 
vide  early  wins  for  users. 

■  Top  executive  buy-in.  There  was  ex¬ 
ecutive  sponsorship  and  a  close  part¬ 
nership  with  the  field  service  group, 
which  funded  the  project. 

■  Endless  education.  IT  had  to  per¬ 
suade  users  to  abandon  their  spread¬ 
sheets  and  trust  the  BI  tools. 

H  How  to  Wow  I 

■  The  Bean  Counters  f 

COMPANY:  J.B.  Hunt 

Hi  Transport  Services  Inc. 

PROJECT:  A  management 
system  for  invoicing 

Get  the  requirements  right  When  you 
Ihtxoughly  analyze  and  understand  business 
processes,  you  can  pinpoint  exactly  where 
improvements  should  be  made,  dramatically 
upping  the  chance  of  developing  a  system  with 
high  payback. 

ol  what  they  need  lo  boost  thek  productivity 
-and  the  system's  ROI. 

Rope  in  top  exec*.  When  your  project  hits 
the  inevitable  bumps  in  the  road,  you  need  the 
buy-in  of  the  top  brass  to  smooth  the  way. 

Experiment.  You  should  implement  sys- 

DURATION:  One  and  a  half  years  to  im¬ 
plement  the  system  and  complete  the 
first  project 

COST:  About  $2.9  million 

ROI:  $5.9  million  through  2007,  through 
increased  revenue,  labor  savings  and 
faster  payments;  estimated  return  of 

Don’t  release  until  it’s  ready.  The  best 
way  to  instill  confidence  -  and  ensure  last  adop¬ 
tion  -  is  to  release  a  system  that’s  bug-free.  You 
can’t  gel  returns  if  no  one  trusts  the  system. 

Get  to  know  users.  Spending  lots  of 
time  with  users  increases  IT's  understanding 

terns  with  known  ROI.  but  it  pays  to  apply  some 
resources  to  R4D.  That's  often  the  source  ot 

Do  the  mith.  6o  in  with  hard  ROI  numbers 
and  audit  them  along  the  way. 

-  MARY  BRANDEL 

$19.7  million  by  2010 

Lowell,  Ark.-based  J.B.  Hunt’s  “per¬ 
fect  invoice  initiative"  began  when 
the  IT  group  applied  a  corporate 
score-carding  process  to  the  invoic¬ 
ing  system,  revealing  a  rise  in  overdue 
Continued  on  page  34 
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WHEN  INFORMATION  AVAILABILITY  MATTERS 
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SunGard.  Setting  new  standards  for 
Information  Availability  by  delivering 


a  range  of  solutions  that  meet  your 
specific  availability  objectives.  Flexible 


enterprise  wide  solutions  from  IT 
management  to  AdvancedRecovery5" 


2,500  experts.  Three  decades  o 
experience.  100%  successful 


recovery  track  record. 
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To  see  how  SunGard  can  help 
improve  your  IT  availability  stop 
by  www.availability.sungard.com 
or  call  800-871-5857  today. 


800-468-7483  |  www.availabilfty.8ungard.aam 


■  COVER  STORY 


Continued  from  page  32 
and  delinquent  bills.  Then  a  three-day 
cross-functional  brainstorming  session 
identified  several  changes  that  needed 
to  be  made  to  systems,  business  proc¬ 
esses  and  employee  roles. 

A  major  problem  was  the  lack  of  in¬ 
tegration  between  the  sales  system  aril^ 
the  billing  system.  Customers  might 
get  billed  at  the  normal  rate  rather 
than  special  rates  they  had  negotiated 
with  their  salespeople,  for  instance, 
resulting  in  dissatisfaction,  lengthy 
disputes  and  possible  write-offs. 

Another  problem  was  the  laborious 
process  of  billing  for  driver  delays  at 
customer  facilities.  If  a  truck  is  kept 
waiting  to  unload  for  a  certain  time 


The  biggest  challenge,  she  says,  was 
creating  a  unified  customer  profile 
from  the  multiple  customer  databases 
that  J.B.  Hunt  had  accumulated  over 
1  the  years.  "We  didn't  have  the  data 
about  customers  all  together  from  a 
national  account  perspective,"  she 
says.  In  fact,  her  team  had  to  eliminate 
\g)0.000  duplicate  customer  codes. 

KEYS  TO  SUCCESS 

■  Cross-functional  teams.  These  iden¬ 
tified  priorities,  enabling  IT  to  deliver 
incremental  improvements  and  start 
getting  returns  quickly. 

■  Strong  executive  sponsorship  and 
monthly  steering  committee  meetings. 

■  Quarterly  ROI  analysis  and  updates. 
The  engineering  team  did  a  full  ROI 


formation  until  year's  end,  when  they 
were  no  longer  able  to  manage  the  risk. 

The  rep  knew  that  Hygeia  had  ac¬ 
cess  to  this  information,  since  it  could 
see  medical  claims  involving  high-risk 
diagnoses,  such  as  cancer,  heart  dis¬ 
ease  or  premature  birth,  as  they  were 

CIO  Rod  Hamilton's  group  realized 
that  they  could  easily  create  an  early- 
warning  system  that  was  also  compli¬ 
ant  with  health  care  privacy  laws.  The 
stop-loss  carriers  were  so  impressed 
with  the  demo  that  they  agreed  to  de¬ 
crease  their  fees  for  any  of  their  clients 
that  chose  Hygeia  as  their  service  pro¬ 
vider.  creating  a  new  revenue  stream. 

“They  became  our  sales  channel,  in 


“Patients  immediately  bought  into  it.  It  [had]  their  confidence  from  the  very  beginning.” 

BOGDAN  BUTOI.  CTO.  ANIMAS CORP 


COMPUTERWORLD  FEBRUARY  11.  ; 


■  COVER  STORY 
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and  delinquent  bills.  Then  a  three-day 


The  biggest  challenge,  she  says,  was 
creating  a  unified  customer  profile 


formation  until  year’s  end,  when  they 
were  no  longer  able  to  manage  the  risk. 


The  Touch 
Of  Tech 

Touch  interface  technology 
has  been  around  a  long  time, 
but  it  may  be  at  a  tipping 
point.  Move  over,  keyboard 
and  mouse!  By  Gary  Anthes 

IS  THE  WIMP’S  domi-  |  but  technologies  based  on 
nance  about  to  end?  human  touch  and  gesture 


broad  collection  of  technolo-  wine  store  in  Germany,  says 
gies  featuring  what  he  calls  IBM  researcher  Claudio 
“reality-based  interaction.”  Pinhanez.  The  merchant 

They  include  virtual  reality,  used  to  have  a  system  in 
context-aware  computing,  which  customers  could  use 

perceptual  and  affective  a  kiosk  to  get  information 

computing,  and  tangible  in-  about  the  wines  the  store 
teraction  —  in  which  a  com-  stocked,  but  the  inventory 
puter  directly  recognizes  was  so  vast  that  shoppers  of- 
physical  objects.  ten  had  trouble  finding  what 

“What’s  similar  about  they  wanted  and  ended  up 
all  these  interfaces  is  that  buying  low-margin  wines 
they  are  more  like  the  real  from  a  bin,  Pinhanez  says, 
world,”  Jacob  says.  Now,  customers  can  press 

A  good  example  of  reality-  a  “show  me”  button  on  the 
based  interaction  is  the  kiosk  and  the  system  shines 

iPhone.  “It  uses  gestures  you  a  spotlight  on  the  floor  in 
know  how  to  do  right  away.”  front  of  the  chosen  item, 

such  as  touching  two  fingers 
to  the  surface  of  an  image  or  ‘FAT  FINGERS’ 

application  and  then  pulling  Some  researchers  say  a  logi- 
them  apart  or  pinching  them  cal  extension  of  touch  tech- 


You're  the  only  thing  standing  between  your  data 
and  a  storage  crisis.  Want  some  backup? 


IBM  System  Storage  DS3300  iSCSI 
Single  Controller  Express  Model 

•  External  storage  solution  for  System  x  servers 

•  Enables  shared  storage  to  improve  efficiencies 

•  2U,  19"  enclosure  with  3.5"  SAS  drives, 

•  Expandable  up  to  three  EXP3000s  for  a 
total  of  48  drives 


IBM  146GB  Hot-Swap  3.5" 
SAS  Hard  Drive _ 

•  High  performance  and  reliability 

•  Hot-swappable 

•  15,000  rpm 


Symantec  Backup  Exec 
System  Recovery  7.0 

•  Captures  a  recovery  point  of  the  entire 

•  Restores  individual  Microsoft  Exchange 
e-mails,  folders  and  mailboxes 


s4572" 
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We're  there  with  the  storage  solutions  you  need. 

We  don't  have  to  tell  you  that  your  data  needs  are  exploding.  At  CDW,  we  have  a  wide  range  of  top-name 
storage  hardware  and  software  to  help  solve  the  problem.  Our  highly  trained  technology  specialists  will 
work  with  you  on  a  solution  that  is  scalable  and  secure.  Then,  well  custom  configure  your  technology  to 
ensure  your  data  is  safe  and  accessible.  So  call  CDW  today.  We  can't  reduce  the  amount  of  data.  But  we 

CDW.com  |  800.399.4CDW 


The  Right  Technology.  Right  Away. 


■  SECURITY  MANAGER’S  JOURNAL  MATHIAS  THURMAN  TfOllble 

Ticket 

ISSUE:  A  project  goes 
from  idea  to  roHout  with 

b  m  no  security  input. 

Never  Too  Soon  [e»_ 

To  Think  Security  izzsszs? 

that  this  application  could 

Every  initiative  should  have  a 

security  review  early  on.  Waiting  with  our  Active  Directory 

can  cost  money  and  cause  delays.  would  have  access  to  it. 

As  you  can  imagine, 
when  it  came  time  for  me 

,  —  ARLYAND  any  delay  in  the  project’s  vulnerability  assessment  to  sign  off  on  the  ORR,  I 

often"  is  my  go-live  date  is  likely  to  or  an  in-depth  architec-  had  no  option  but  to  refuse, 

mantra  when  have  a  negative  effect  on  hire  review.  First,  all  users  Normally,  that  would  halt 
it  comes  to  the  business.  But  I  can't  share  the  same  password.  an  initiative  in  its  tracks. 

L  considering  tell  you  how  many  projects  Second,  users  can  modify  But  this  application  had 


problems  I’m  likely  to  dis¬ 
cover  could  require  a  rede 
sign  of  the  application. 


■  Many  security 
pitfalls  were  so  ob¬ 
vious  that  I  spotted 
them  in  just  three  or 


design  reviews,  data  flows.  This  week  s  /oumal  is  writ- 
a  product-selection  matrix,  ten  by  a  real  security  man- 
ROI  calculations.  Wouldn’t  ager,  -Mathias  Thurman," 
some  of  those  be  consid-  whose  name  and  employer 
ered  sensitive?  No  answer.  have  been  disguised/or  ob- 

I  then  brought  up  the  vious  reasons.  Contact  him 
risks  of  letting  users  share  at  mathias_thurman@ 

passwords  and  manipulate  yahoo.com. 
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ABOUT 
LAPTOPS 

Users’  favorite 
tool  is  IT’s  support 
nightmare.  By  Valerie  Rice 


Le  oversees  300  laptops  that  travel 
to  far-flung  locales  like  Asia,  South 
America  and  Europe.  And  not  all  of 
those  laptops  travel  business  class, 


They're  tough  to  fix,  and  they  die 
young.  On  average,  laptops  last 
%^three  to  four  years,  compared 
with  four  to  five  years  for  desktops,  ac¬ 
cording  to  research  firm  IDC.  Matthew 
Archibald,  senior  director  of  global 
information  security  and  risk  manage¬ 
ment  at  Applied  Materials  in  Santa 
Clara,  Calif.,  has  noticed  a  built-in  ob¬ 
solescence  in  laptops.  “The  parts  last  a 
certain  length  of  time  and  that’s  it,”  he 
says.  “They’re  tougher  to  work  on,  take 
more  expertise  and  create  potentially 
a  lot  longer  downtime  to  fix  if  they 
have  to  be  shipped  to  a  service  center. 


I  They  get  lost.  At  Burling 
Northern,  consulting  sy 
engineer  Brad  Hanson  s 


THE  Outsourcing 


N-HOUSE  SUPPORT  of  laptops 
is  liable  to  cost  a  company  more 
money  by  far  than  support  of 
servers,  says  Ron  Silliman,  an 
analyst  at  Gartner  Inc.  His  view: 
The  most  cost-effective  way  to  support 
laptops  Is  to  contract  with  third  parties 
offering  on-site  support. 

But  many  IT  folks  are  unwilling  to 
take  that  advice.  Stephen  Laster.  CIO 
at  Harvard  Business  School,  says  his 
group  has  to  support  the  campus: 
otherwise  it  risks  becoming  too  distant 
from  what’s  really  going  on.  “The  inter¬ 
change  between  us  and  our  users  is 
important,  and  it  defines  our  culture," 

Silliman  agrees  that  universities  are 
one  place  where  on-site  support  can  be 
cost-effective,  mostly  because  of  the 


almost  free  labor  provided  by  the  many 
work-study  college  students. 

But  Burlington  Northern  Santa  Fe 
Railway  decided  several  years  ago  to 
outsource  all  of  its  IT  support,  not  just 
the  laptop  portion,  to  IBM  Global  Ser¬ 
vices.  "With  [dose  to  40,000]  users 
and  such  a  far-flung  area  to  cover,  it 
was  mainly  a  financial  decision  to  out¬ 
source  all  of  our  computing  infrastruc¬ 
ture."  says  Brad  Hanson,  consulting 
systems  engineer. 

The  same  is  true  at  Applied  Materi¬ 
als,  which  outsources  support  for 
nearly  12.000  users  through  “badged" 
third-party  employees  who  work  in 

Matthew  Archibald,  senior  director  of 
global  information  security  and  risk 
management.  “It’s  just  so  much  more 
cost-eHective  with  this  many  ma- 


expectation  that  they  ought  to  be  able 


This  is  Tech  Dispenser.  Unlike  bot-powered  blog  networks,  we  have  actual 
human  beings  picking  and  choosing  which  IT  blogs  are  the  most  interesting. 
Every  piece  of  content  that  appears  on  Techdispenser.cofri  is  selected  by 
Computerworld  editors  and  categorized  for  easy  access.  With  over  80  IT 
blogs  in  our  growing  network,  we’ve  created  a  one-stop  shop  so  you  can  see 
what  the  top  bloggers  on  the  Web  are  saying  each  week. 

www.techdispenser.com 
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(im  Perkins 

The  Pitfalls  of 


THE  USE  of  social  networking  is  rising  dramatically, 
and  its  scope  has  expanded  far  beyond  the  personal 
realm.  Politically  oriented  videos  and  blogs  are  be¬ 
ing  posted  to  YouTube  in  an  effort  to  influence  pri¬ 
mary  elections.  Even  Britain’s  Queen  Elizabeth  posted  her 


2007  Christmas  message 
on  YouTube  iwww.youtube. 
com/theroyalchannel). 

Corporate  and  govern- 

creasingly  using  social 
networking  to  facilitate 
communication  and  col¬ 
laboration  among  indi¬ 
viduals  and  groups,  both 
internally  and  externally. 
While  there  are  clear  ben¬ 
efits  to  increasing  commu¬ 
nication,  social  networks 
also  present  a  number  of 
challenges,  including  the 

Bandwidth  and  storage 
consumption.  Many  social 
network  members  post 
pictures,  music,  videos, 
high-definition  mov¬ 
ies  and  other  large  files. 
Downloading  and  storing 
these  files  can  cripple  your 
infrastructure  and  make 
capacity  planning  virtually 
impossible. 

Potential  legal  liability. 
Students  at  Canterbury’s 
University  of  Kent  created 
a  Facebook  group  named 
“For  Those  Who  Hate  the 
Little  Fat  Library  Man," 
to  harass  a  librarian  they 
disliked.  In  the  U.S.,  if  em- 


rate  IT  resources  for  simi¬ 
lar  purposes,  the  company 
could  be  held  responsible 
in  any  ensuing  litigation. 

Exposure  to  malware. 
Social  networks  are  de¬ 
signed  to  be  open,  with 
few  restrictions  on  content 
or  links.  In  most  cases, 
security  was  not  a  primary 
design  criterion.  Thus, 
these  networks  are  poten¬ 
tial  vehicles  for  introduc¬ 
ing  viruses,  worms  and 
spyware. 

Decreased  employee 
productivity.  Social  net¬ 
working  for  personal  pur¬ 
poses  can  affect  corporate 
productivity.  A  Goldman 
Sachs  trader  in  the  U.K. 
was  spending  four  work 
hours  a  day  on  Facebook. 
When  he  was  told  to  stop, 

■  Downloading 
and  storing  large 
files  can  cripple 
a  company’s  in¬ 
frastructure  and 
make  capacity 


planning  virti 
impossible. 


e  posted  the  warning 

measure  of  how  warped 
I’ve  become  that,  not  only 
am  I  surprisingly  proud 
of  this,  but  losing  my  job 
worries  me  far  less  than 
losing  Facebook.” 

Even  when  networking  is 
used  for  business  purposes, 
corporations  may  want 
to  limit  the  number  of  net¬ 
works  employees  use.  Mon¬ 
itoring  many  networks  can 
become  incredibly  time- 
consuming.  Moreover, 
interfaces  among  current 
networks  don’t  support 
robust  information¬ 
sharing.  Unfortunately, 
unless  all  interested  par¬ 
ties  use  the  same  network, 
many  benefits  are  lost. 
Consider  designating  spe¬ 
cific  networks  for  company¬ 
wide  communications. 

Disclosure  of  personal 
information.  Companies 
regularly  search  MySpace, 
Classmates.com,  Linkedln 
and  other  social  network¬ 
ing  sites  to  glean  infor¬ 
mation  about  potential 
hires  and  competitors,  but 
postings  should  always  be 
taken  with  a  grain  of  salt. 


secrets.  Companies  often 
sanction  social  network¬ 
ing  for  the  purpose  of 

Kssional 


information.  But  take  great 
care  to  protect  corporate 
secrets.  Definitions  of 
secret  may  vary  or  be  mis¬ 
understood,  and  critical 
information  may  inadver¬ 
tently  be  revealed.  Provide 
clear  guidelines  across  the 
company,  as  well  as  to  your 
suppliers  and  outsourcers. 

Limited  executive  use. 
Many  articles  on  social 
networking  claim  that  it 
will  facilitate  sales.  Execu¬ 
tive  use  of  social  network¬ 
ing  is  not  widespread, 
however.  Many  executives 
already  have  substantial 
personal  networks  and  rely 
less  on  new  technological 
platforms  for  interaction. 
(This  will  undoubtedly 
change  in  the  future,  but 
networks  have  limited  sell¬ 
ing  power  today.) 

While  social  networking 
does  offer  many  benefits, 
there  are  corporate  costs 
and  pitfalls  to  be  consid¬ 
ered.  Organizations  need 
to  establish  policies  to 
address  issues  such  as 
personal  usage,  business 
relevance,  site  restric¬ 
tions  and  information 
confidentiality.  Take  time 
to  thoroughly  investigate 
and  address  these  issues  to 
maximize  the  effectiveness 
of  social  networking.  ■ 

Barf  Perkins  is  managing 
partner  at  Louisville,  Ky.- 
based  Leverage  partners 
Inc.,  which  helps  organiza¬ 
tions  invest  well  in  IT.  Con¬ 
tact  him  at  BartPerkins@ 
LeveragePartners.com. 


I  FEBRUARY  11,  2008 


Car< 

mi 


NO  BIO  RUSH  TO  OFFSHORE 

Offshore  outsourcing  may  nd  be  the  great  hollower  of  (T  depart¬ 
ments  that  it  has  been  portrayed  to  be.  A  survey  conducted  last  month 
found  that  even  companies  with  1.000  or  more  employees  aren't  Kkety 
to  be  offshoring;  only  11%  of  those  respondents  said  that  they  are. 


Elizabeth  Holloran 

The  product  marketing  man¬ 
ager  at  training  firm  SkillSoft 
Public  Ltd.  talks  about  bal¬ 
ancing  hard  and  soft  skills. 


stay  employed?  The  k 

of  certifications  that 
sist  an  IT  profession 


Computerworld’s  Top 

GREEN 


Computerworld’s  first  ever  list  of  Top  6 
IT  Companies  will  be  announced  on  Ft 
ary  18.  The  top  twelve  green  IT  users 


„  lk 

Sharklank 

1  watched  a  short  training 
session  on  the  vendor's  Web 
site.  The  training  slide  started 
out  with  a  picture  of  sky¬ 

company  specializing  in  tele¬ 
phony  and  networking  for 

businesses.  He  was  boast¬ 

TRUE  TALES  OF  IT  LIFE  AS  TOLD  TO  SHARKY 

Good  News  ;  intermittent  problems  re- 

This  organization  is  six  ;  trieving  e-mail  on  his  Treo. 

months  into  a  multisite,  big-  1  “Lately,  every  time  1  go  to  my 
ticket  ERP  project  staffed  by  1  job  site,  1  never  receive  my 

scrapers.  This  was  starting  to 
get  scary.  Then  we  installed 
the  software  on  a  test  server, 
pushed  the  client  out  to  a  test 
PC,  and  tried  accessing  a 
popular  business  intelligence 
program  and  accessing  some 
Excel  files.  The  Excel  files  dis- 

ing  about  being  the  best 
telephony  guy  in  the  area  and 
saying  that  everyone  should 
take  a  card  and  keep  him  in 
mind  rather  than  calling  those 
geeks  from  the  big  stores.  1 
didn't  want  to  correct  him  in 
front  of  everyone,  but  he  kept 

at  each  site.  “The  small  tech  ;  to  the  ofhce,  e-mail  is  work- 
team  at  one  site  requested  a  ;  ing  again."  Do  you  have  cell 
walk-through  of  the  700-task  1  phone  service  out  at  the  job 
project  plan,  to  get  a  better  j  site?  fish  asks.  “No,"  says 
understanding  and  a  chance  j  user.  “But  what  does  that 
to  prepare  for  the  tasks  ;  have  to  do  with  e-mail?" 

ahead."  says  an  IT  pilot  hsh  ! 
there.  Impossible,  say  project  \  Not  Superstitious, 
leaders.  Why  not?  “The  tasks  :  Just  Careful 
are  somewhat  undefined  and  ;  When  it's  upgrade  time  for 
will  not  be  fully  understood  ;  this  organization's  security 

until  undertaken."  quotes  1  software,  pilot  fish  down- 

decided  to  skip  this  version  of 
the  security  software." 

How  to  Tell  a... 

Pilot  fish  is  buttonholed  at  a 
party  by  an  acquaintance  who 
has  just  launched  his  own  IT 
consulting  company.  “He  was 
sure  that  if  we  stood  side  by 
side  for  a  job.  he  would  win 
hands  down,"  fish  says.  “My 
almost  30  years  in  IT  without 

stead  of  te-ieph-o-ny.  1  guess 

1  should  be  glad  1  didn't  waste 
my  time  and  money  going  to 
his  skool. . . ." 

■  Sharky  wants  the  real 
deal,  so  send  me  your  true 
tale  of  IT  life  at  sharky@ 
computerworld.com.  You'll 
get  a  Shark  shirt  if  l  use  it 

O  TIRED  OF  BUN0LIN0  BOSSES 

slightty  ahead  of  schedule."  j  begins  to  get  just  a  little  ner- 
;  vous.  “Following  our  naming 

Mail  Call  ;  convention,  1  used  the  product 

Construction  company  user  !  initials  and  the  version  num- 
complains  to  pilot  fish  about  1  ben  SEP  Tl."  says  fish.  “Next, 

1  match  for  his  brand-new  B.S. 

;  in  business  communications, 

;  and  MCSE  and  A*  certifica- 
!  tions.  He  handed  me  a  card 

I  proclaiming  his  newly  formed 

SwtaonowrtoShartj  Bail 

0  CHECK  OUT  Shofcys blog,  browse  the 

|  Shariavesandsignupta  | 

■  FRANKLY  SPEAKING 

Frank  Haves 


Gone  Wrong 


r  he  MESS  at  Societe  Generale  is  still  unraveling. 

The  big  French  bank  took  a  $7  billion  loss  last  month 
because  of  a  rogue  trader,  and  government  investiga¬ 
tors  are  continuing  to  spot  new  problems  in  the 
bank’s  story  that  it  was  all  the  fault  of  one  greedy  computer- 
genius  financial  trader  gone  wrong. 

Think  this  has  nothing  to  do  with  corporate  IT?  Think  again. 

more.  With  a  small  profit 
on  every  trade,  the  job 
involved  making  a  huge 


Sure,  there’s  an  obvious 
IT  security  angle,  at  least 
according  to  the  bank’s 
version.  Trader  Jerome 
Kerviel  “misappropri¬ 
ated  the  IT  access  codes 
belonging  to  operators  in 
order  to  cancel  certain 
operations,”  says  the 
bank’s  official  explana¬ 
tion  of  what  happened. 
That  means  Kerviel  stole 
some  passwords. 

But  dig  deeper,  and 
you'll  find  something 
more  disturbing.  Kerviel 
started  at  Societe  Ge¬ 
nerale  in  2000  and  then 
spent  five  years  doing 
back-office  work.  So  he 
knew  the  bank’s  proce¬ 
dures  and  controls  for 
traders  inside  and  out 
—  including  everything 
about  the  daily  trading 
reports  that  had  to  be 
reconciled. 

In  2005,  Kerviel  be¬ 
came  an  arbitrage  trader 
himself.  His  job  was  to 
buy  a  portfolio  of  fu¬ 
tures  options  and  at  the 
same  time  sell  a  similar 
portfolio  worth  a  little 


number  of  trades 

Kerviel  really  did  make 
the  buys.  But  he  faked 
some  of  the  sales  —  to  the 
tune  of  $73  billion,  which 
is  more  than  the  bank 
was  worth.  Kerviel  was 
betting  he’d  get  a  higher 
price  later.  He  was  wrong. 
He  was  caught  just  as  the 
market  started  to  fall. 
Selling  those  futures  at  a 
loss  is  what  cost  Societe 
Generale  $7  billion. 

How  did  Kerviel  get 
$73  billion  in  the  hole? 
He’s  no  computer  genius. 
But  he  knew  how  the 
controls  worked.  And  he 
knew  they  were  designed 
to  prevent  traders  from 
stealing  from  the  bank, 

■  We  take  this 
seriously.  We  take 
K  personally.  And 
the  people  we 
work  for?  Some 
of  them  don’t. 


not  to  stop  cheating  that 
might  score  bigger  profits. 

So  he  knew  which 
transactions  would  be 
checked  closely,  and  how 
they’d  be  checked.  He 
knew  how  to  fake  trans¬ 
actions  and  how  to  make 
those  transactions  look 
innocuous. 

And,  Kerviel  told  gov¬ 
ernment  investigators,  he 
knew  that  other  traders 
were  routinely  cheating 
in  similar  ways  and  that 
management  ignored  it  as 
long  as  the  results  were 
profitable  in  the  end. 

No  such  cheating  by 
other  Societe  Generale 
traders  has  been  reported. 
But  it  turns  out  that  Ker¬ 
viel  had  been  red-flagged 
for  suspicious  trading 
before.  He  talked  his  way 
out  of  trouble,  convincing 
managers  that  there  was 
nothing  wrong. 

Disturbed  yet?  You 
should  be. 

In  IT,  we  think  of 
implementing  controls  as 
our  job,  whether  they’re 
for  financial  traders 


or  Sarbanes-Oxley  or 
HIPAA  or  anything  else. 
We  spec  out  the  software, 
we  secure  the  systems, 
we  manage  the  opera¬ 
tions.  And  we  tear  our 
hair  out  when  someone 
steals  a  password  or  ex¬ 
ploits  a  security  hole.  We 
take  it  seriously.  We  take 
it  personally. 

And  the  people  we’re 
working  for?  They  don’t. 
At  least,  some  of  them 

We  don't  make  the  fi¬ 
nancial  and  Sarb-Ox  and 
HIPAA  rules.  They’ve 
been  handed  to  us  to 
implement.  We've  done 
that.  And  the  same  man¬ 
agement  that  dictated  the 
what  and  how  of  those 
controls  is,  in  too  many 
organizations,  fully  pre¬ 
pared  to  sabotage  them. 

Systems  are  composed 
of  technology  and  users. 
We’ve  always  assumed 
that  if  management  told 
us  to  build  a  system,  we’d 
manage  the  technology 
and  they’d  manage  the 

What  should  IT  people 
do  when  “management 
support”  for  a  project 
means  a  budget  plus  a  de¬ 
sire  for  the  project  not  to 
work  as  intended?  I  don’t 
have  an  answer  for  that. 

But  thanks  to  Societe 
Generale,  we  know  what 
the  results  will  be.  ■ 
Frank  Hayes  is  Computer- 
world’s  senior  news 
columnist.  Contact  him 
atfrank_hayes@ 
computerworld.com. 
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